In their endeavor to remain competitive organizations have over the last few decades tried and tested all the various performance improvement approaches/performance enablers i.e.ISO 9000, BPR, Continuous Improvement, TQM, Six Sigma etcetera. Although thousands of organizations implemented these performance enablers, few organizations' achieved their envisaged state of "excellence".
Business Process Management was identified as core to all these enablers and was elevated to a core competency in most organizations. To be effective Business Process Management should be a Critical Core Capability that encompasses all the management functions (planning, decision making, leading, organizing, and controlling) as well as a proper organizational design framework whilst focusing on the principles of effective and efficient utilization of cost, time and performance of all resources.
This questionnaire attempts to assess the relevance of the following identified criteria supported 
2
The BPM strategic planning process must balance the needs and expectations of all stakeholders.
3 BPM strategy and supporting policies must regularly be reviewed, updated and improved.
4
There must be an enterprize-wide evaluation of people's awareness of the BPM strategy.
(C).B Business Strategy

1
The BPM strategy must be translated into strategic business plans in every business unit.
(C).C Governance
1
Compliance to BPM standards must be measured via formal assessment practices.
2 BPM governance rules must be defined, and integrated into the enterprize governance process.
3
A formal reporting process must be in place supported by processes to rectify non-compliance.
(C).D Enterprize Architecture
1
The organization should have a formal approved and maintained enterprize architecture in place.
(C).E Infrastructure
CSFE1
Organizational Structure
1
The organizational structure must enable the management of business processes horizontally across business units.
2
The organizational structure must clearly define roles and responsibilities as well as the placement of power.
3
The BPM organizational structure (centralized and decentralized) must be aligned with the organization's business model.
CSFE2 Financial Management
4 Financial management regarding BPM should be well established and controlled on strategic and operational level.
CSFE3 Roles and Responsibilities
What is the relevance of the following Critical Success Factors with regard to contributing towards successful BPM within an organization?
RELEVANT NOT RELEVANT 5 Essential BPM functions must be explicitly identified in the organization model, with clearly specified roles and responsibilities.
6
Owners of core processes must be formally assigned the responsibility as part of their critical performance areas.
7
Roles and responsibilities must be designed to empower BPM staff.
CSFE4 Management
8
Management must endorse, have control over, and display a hands-on responsibility and ownership of the Critical Success
Factors of the BPM function.
9
Staff and Line management must act as champions of change initiated by the BPM functionality.
CSFE5 Steering Committees
10
Steering committees with decision-making capability must be active within all the major BPM initiatives.
11
Senior management must display their commitment to BPM initiatives through leadership roles within the steering committees.
CSFE6 Process Ownership and Custodianship
12
Process ownership and custodianship must be full-time dedicated positions with the major critical performance area being the management of end-to-end processes.
13 Process owners and custodians should be regarded as role models with in-depth knowledge and should be respected within the organization.
CSFE7 Business Process Analysts
14
Analysts should be competent to manage the total process improvement cycle and functions.
15
Analysts should be full-time dedicated to process management and not part-time committed.
16
Analysts recommendations should be respected throughout the organization.
CSFE8 Project Teams
17
Cross-functional project teams with decision-making capability must be formed and utilized.
18
Cross-functional project teams should be properly trained in process improvement techniques to complement their subject matter expertise. 
CSFE9 External Consultants
36
Performance and capabilities must be assessed and measured against agreed and contracted critical performance areas.
37
The controls needed for measurement of BPM staff must be in place at the point of accountability.
CSFE15 Communication
38
BPM communication must be channelled through and reviewed at a central point to ensure it includes all the information required.
39
There must be an inventory kept of all communication passed into the BPM system.
40
There must be a control process in place to ensure that all participants received, acknowledged and adhered to communication passed into the BPM system.
The concepts "end-to-end process"/"process architecture" must be accepted by all stakeholders.
CSFF1 Taxonomy
2
A process taxonomy or classification must be agreed and designed for the organization and all processes must be classified accordingly.
3
All process maps must be linked to the taxonomy to give a holistic view and sufficient details on all levels of the organizations business processes in all areas.
4 Interfaces between the high-level processes and subprocesses must be clearly indicated in the taxonomy and on the maps.
CSFF2
Modeling/mapping 5 An agreed upon process modeling methodology inclusive of types of models and format of models must be implemented and adhered to within the total organization.
CSFF3
Standards of process models 6 A standard framework for process maps, process supporting documentation and procedures must be defined and monitored. 
CSFF4
Quality control 9 Measurable quality standards regarding process maps and documentation must be clearly defined.
10
Roles and responsibilities to manage the quality assurance processes and quality control procedures must be defined.
11
Quality education and training programs must be compulsory for all persons mapping processes -inclusive of external consultants utilized by the organization.
CSFF5 Change and version control
12
A well controlled change control and version control process must be in place.
(C).G Systems and Information Architecture
CSFG1 Architecture
1
The organization must have a formal systems architecture that governs the entire-enterprize information value chain.
2
The systems infrastructure must be designed to promote and share standards on business process documentation, technical documentation and training material between stakeholders.
3 There must be cooperation between BPM and Technology to ensure maximum benefit for the organization through the process management systems.
CSFG2 Modeling Tools
4
The organization must have an approved software modeling tool implemented enterprize-wide to ensure standardization and shared meaning.
5
The BPM team must be fully trained to use the mapping tool.
CSFG3 Process automation
6
The automation of business process must form part of the organizations vision and current and future systems and process architecture.
CSFG4 Process repository
7
A centralized process repository must be used to ensure one approved process view across all business units.
CSFG5 Links to other systems
8
A systematic solution must be in place to link all business process related systems.
RELEVANT NOT
RELEVANT
CSFG6
Publishing of maps 9 All signed-off business processes must be published on an enterprize-wide public domain to allow read-only access to all stakeholders.
CSFG7
Change management control 10 A formal change management control system must be in place to track individual processes and to ensure that all process maps within the repository are current and up-to-date.
(C).H Process Optimization
1
The organization must have a process optimization vision and strategy in place as part of the BPM strategic plan.
(C).I Process improvement
1
The improvement of processes must be a continuous and joint undertaking between BPM staff, process owners, business units, and other stakeholders.
2 Business process improvement must focus on end-to-end processes and overall process performance.
3
All stakeholders must continuously focus on identification of process improvement opportunities.
4
Management attention must be focused on execution and sustainability of improvement programs.
CSF I1 Process improvement models/approaches
5 The organization must adapt tested improvement models/ approaches/methodologies, supported by recognized process analysis-and improvement techniques to ensure scientific process improvement solutions.
CSF I2 Project Management principles
6 Process improvement initiatives must be performed according to Project Management principles to ensure a focus of resources and abilities towards the desired outcome.
CSF I3 Risk management
7
The management of risk (Organizational, process, project) must form an integral part of all BPM improvement initiatives.
(C).J Process Review cycle
8
The organization must have an overall process review program that manage the life cycle of improvement and optimization.
9
The individual business units and process owners must have a process review plan which focus on causing significant continuous improvements to processes.
10
The workforce must have the big picture regarding review of enterprize-wide core processes.
RELEVANT NOT RELEVANT 11 There must be an integrated work plan that enforces the review of proposed processes by stakeholders during the improvement phase.
12
All new process implementations must have a postimplementation assessment phase that will provide sufficient feedback on measurement aspects to management. 
(C).K Process Standards and Measures
A1
A2
BPM strategy and supporting policies must regularly be reviewed, updated and improved.
A3
A4
A5
A6
BPM governance rules must be defined, and integrated into the enterprize governance process.
A7
A formal reporting process must be in place to rectify non-compliance to BPM policy.
A8
Section B:
Regarding structure, roles, responsibilities, policies, procedures and people management for the BPM function … strongly disagree disagree neither disagree nor agree agree strongly agree OFFICE ITEM NUMBER
The organization should have formal approved and maintained enterprize architecture in place. B9
The organizational structure must enable the management of business processes horizontally across business units. B10
The BPM organizational structure must be aligned with the organization's business model. B11
Financial management regarding BPM should be well-established and controlled on strategic and operational level. B12
Essential BPM functions must be explicitly identified with clearly specified roles and responsibilities. B13 Steering committees with decision-making capability must be active within all the major BPM initiatives. B20
Senior management must display their commitment to BPM initiatives through leadership roles within the steering committees. B21
B22
Process owners and custodians should be regarded as role models with in-depth knowledge and should be respected within the organization. B23
Analysts should be competent to manage the total process improvement cycle and functions. B24
Analysts should be full-time dedicated to process management and not part-time committed. B25
Analysts' recommendations should be respected throughout the organization. B26
Cross-functional project teams with decision-making capability must be formed and utilized. B27
Cross-functional project teams should be properly trained in process improvement techniques to complement their subject matter expertise. B28
The organization should have the ability to capture and utilize the intelligence that external consultants bring. B29
All business process stakeholders (internal and external) must actively be involved in business and process improvement initiatives. B30
Processes should be fully understood by all the stakeholders involved. B31
The organization's stakeholders' expectations should be included into improvement initiatives. B32 BPM enterprize-wide succession plans must be in place to ensure continuous availability of the required quality and skilled staff. B38
A comprehensive education and training strategy supported by detail training programs, focused on individual and corporate needs, must be in place.
B39
Appropriate ongoing BPM training and career development must be performed to fulfil the needs of the BPM Human Resources Management plan.
B40
The education and training programs must be supported by budgets, resources, and facilities. B41
The education and training programs must be supported by dedicated
trainers. B42
Training and education must be critical components of the employee's career path. B43
All BPM staff must initially and on a continual basis be trained on all technical aspects of their work e.g. analysis, mapping, improvement techniques, etcetera.
B44
Business process staff's performance must be measured against the business process performance as opposed to functional activities. B45
Performance and capabilities must be assessed and measured against agreed and contracted critical performance areas. B46
The controls needed for measurement of BPM staff must be in place at the point of accountability. B47
BPM communication must be channelled through and reviewed at a central point to ensure it includes all the information required. B48
There must be an inventory kept of all communication passed into the BPM system. B49
Section B:
Regarding structure, roles, responsibilities, policies, procedures and people management for the BPM function … strongly disagree disagree neither disagree nor agree agree strongly agree OFFICE ITEM NUMBER There must be a control process in place to ensure that all participants received and acknowledged communication passed into the BPM system. B50
There must be a control process in place to ensure that all participants adhered to communication passed into the BPM system. B51
Section C:
Regarding the way the BPM function creates a sustained way of managing and maintaining the "process" architecture … strongly disagree disagree neither disagree nor agree agree strongly agree OFFICE ITEM NUMBER
C52
C53
All process maps must be linked to the taxonomy to give an holistic view and sufficient details on all levels of the organization's business processes in all areas.
C54
Interfaces between the high-level processes and sub-processes must be clearly indicated in the taxonomy and on the maps.
C55
An agreed-upon process modeling methodology inclusive of types of models and format of models must be implemented and adhered to within the total organization.
C56
A standard framework for process maps, process-supporting documentation and procedures must be defined and monitored.
C57
Standards for every attribute on the process map must be determined, documented and implemented.
C58
Process maps must clearly indicate what functions the system must perform to enable the utilization of process maps when systems are built.
C59
Measurable quality standards regarding process maps and documentation must be clearly defined.
C60
C61
C62
A well-controlled change control and version control process must be in place.
C63
Section D:
Regarding the way the BPM function creates a sustained way of managing and maintaining the "systems and information" architecture … strongly disagree disagree neither disagree nor agree agree strongly agree OFFICE ITEM NUMBER
D64
The systems infrastructure must be designed to promote and share standards on business process documentation among stakeholders.
D65
The systems infrastructure must be designed to promote and share standards on technical documentation among stakeholders.
D66
The systems infrastructure must be designed to promote and share standards on training material among stakeholders.
D67
There must be cooperation between BPM and IT to ensure maximum benefit for the organization through the process management systems.
D68
D69
The BPM team must be fully trained to use the mapping tool. D70
The automation of business process must form part of the organization's vision and current and future systems and process architecture.
D71
D72
A systematic solution must be in place to link all business process-related systems.
D73
All signed-off business processes must be published on an enterprizewide public domain to allow read-only access to all stakeholders.
D74
Section E:
Regarding the way the organization remains competitive through optimizing and improving current business processes … strongly disagree disagree neither disagree nor agree agree strongly agree
OFFICE ITEM NUMBER
E75
The improvement of processes must be a continual and joint undertaking between BPM staff, process owners, business units, and other stakeholders.
E76
Business process improvement must focus on end-to-end processes and overall process performance.
E77
All stakeholders must continually focus on identification of process improvement opportunities.
E78
E79
The organization must adapt tested improvement models/approaches/ methodologies, supported by recognized process analysis-and improvement techniques to ensure scientific process improvement solutions.
E80
Process improvement initiatives must be performed according to Project
Management principles to ensure a focus of resources and abilities towards the desired outcome.
E81
E82
Section F:
Regarding the way the organization ensures continual improvement of business processes … strongly disagree disagree neither disagree nor agree agree strongly agree
OFFICE ITEM NUMBER
The organization must have an overall process review program that manages the life cycle of improvement and optimization.
F83
The individual business units and process owners must have a process review plan which focuses on causing significant continual improvements to processes.
F84
The workforce must have the big picture regarding review of enterprizewide core processes.
F85
There must be an integrated work plan that enforces the review of proposed processes by stakeholders during the improvement phase.
F86
All new process implementations must have a post-implementation assessment phase that will provide sufficient feedback on measurement aspects to management.
F87
Section G:
Regarding the way the organization evaluates and assesses business processes against appropriate standards … strongly disagree disagree neither disagree nor agree agree strongly agree
OFFICE ITEM NUMBER
Performance standards and compliance principles must be determined and included in all stages of the business process.
G88
The performance standards and responsibilities of stakeholders with regard to critical business processes must be well-communicated and clearly understood by stakeholders.
G89
Measurements of process performance must involve all stakeholders.
G90
Measurements of process performance must be done on the end-toend total quality of the process and must include financial, operational, customer, supplier and organizational criteria.
G91
Measurement techniques must ensure alignment with enterprize-wide goals, and must be integrated with the organization's overall measurement tools such as the Balanced Scorecard.
G92
Through "As-Is" processes it must be identified where and how measurement should be performed, i.e. service level agreements, etcetera. Informed consent:
All information will be treated as confidential.
Please mark the box with an "X" to indicate that you completed the questionnaire of your own free will and that you agree to the information being used for the purposes of this study. 88 Measurements of process performance are done on the end-to-end total quality of the process and include financial, operational, customer, supplier and organizational criteria.
88
89 Measurement techniques ensure alignment with enterprize-wide goals, and are integrated with the organization's overall measurement tools such as the Balanced Scorecard.
89 90 "As-Is" processes are used to identify where and how measurement should be performed, i.e. service level agreements, etcetera.
90
BIOGRAPHICAL INFORMATION
CONFIDENTIALITY STATEMENT:
Please provide the following information about yourself by marking the appropriate block with an "X" 
